Start Root Call Center Dialog Management Routine 
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Present a contact with a first call center dialog segment having a current call 

center dialog property 



Receive from the contact a contact dialog segment 
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Determine from the contact dialog segment whether the current call center 
dialog property should be changed 



Replace the current call center dialog property with a new call center dialog 
property in response to the determining step 
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Present a second call center dialog segment having the new call center dialog 

property to the contact 
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End 
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Enter into a dialog with a contact 
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Present a first call center dialog segment having a current set of call center f 
dialog properties to the contact 



Receive a contact dialog segment generated by the contact 



Activate an Interactive Voice Response (IVR) module 



Store a historical record of both the call center and contact dialog segments in 

the contact database 



Identify a set of dialog property keywords from the various contact dialog 

segments within the dialog 



Replace the current call center dialog properties with a new set of call center 
dialog properties, in response to identified the dialog property keywords 



Retrieve the contact's attributes, speech segments, and translated text from the 

contact database 



Generate a set of dialog metrics, representative of the current dialog between the 

contact and the call center 
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Fig. 3A 



Compare the set of dialog metrics against a first set of dialog metric thresholds 
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If the generated dialog metrics varies from the first set of thresholds by a 
predetermined amount and no keywords have been identified, replace the 
current call center dialog properties with a new set of call center dialog 

properties 
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Transmit the new call center dialog properties to a dialog property controller 



Replace the current set of call center dialog properties with the new set of dialog 

properties 



Replace a first pre-recorded call center dialog segment having the current set of J 
properties with a second pre-recorded dialog segment having the new set of j 7 

properties 
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Adjust a text-to-speech synthesizer so that subsequent call center dialog 
segments are generated using the new set of properties instead of the current set 

of call center dialog properties 
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Adjust a digital signal processor parameter so that subsequent call center dialog 
segments are generated using the new set of properties instead of the current set 

of call center dialog properties 
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Present subsequent call center dialog segments to the contact using the new call 

center dialog properties 
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End 



Figo 3B 



